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PERBEDAAN TINGKAT KEPUASAN PASIEN BPJS TERHADAP MUTU 
PELAYANAN KESEHATAN DI PRAKTEK DOKTER MANDIRI DAN 
KLINIK SWASTA 
(Studi Kasus Kecamatan Tembalang Semarang) 
 
ABSTRAK 
 
 
Latar Belakang: Kepuasan pasien sangat dipengaruhi oleh mutu pelayanan yang 
diberikan oleh penyedia fasilitas pelayanan kesehatan. Data kunjungan pasien 
peserta BPJS di Kota Semarang tahun 2014, pada klinik swasta terdapat 253.662 
kunjungan (25%) sedangkan di Praktek dokter umum sebanyak 445.608. 
Tujuan: Penelitian ini bertujuan untuk mengetahui perbedaan tingkat kepuasan 
pasien BPJS terhadap mutu pelayanan kesehatan di Klinik Swasta dan Praktik 
Dokter Mandiri. 
Metode: Deskriptif analitik dengan desain cross sectional. Sampel penelitian 
adalah pasien BPJS di Klinik Swasta dan Praktik Dokter Mandiri di Kecamatan 
Tembalang, pemilihan sampel secara cluster random sampling. Instrumen 
penelitian berupa kuisioner yang telah diuji validitas dan reabilitasnya. 
Pengambilan data dilakukan dengan teknik wawancara. Data dianalisa secara 
univariat dan bivariat dengan uji statistik chi-square dan kolmogorov smirnov. 
Hasil: Terdapat 76 responden (95%) yang menyatakan puas terhadap pelayanan 
kesehatan di Klinik Swasta dan 70 responden (87,5%) yang menyatakan puas 
terhadap pelayanan kesehatan di Praktik Dokter Mandiri. Terdapat perbedaan 
bermakna terhadap dimensi mutu kehadalan (p=0,008) dan empati (p=0,019). 
Terdapat perbedaan tidak bermakna terhadap dimensi mutu bukti langsung 
(p=0,211), daya tanggap (p=0.082) dan jaminan (p=0,094). 
Simpulan: Tidak terdapat perbedaan tingkat kepuasan pasien BPJS terhadap 
mutu pelayanan kesehatan di klinik swasta dan praktik dokter mandiri. 
 
Kata Kunci: Klinik swasta, Praktik dokter mandiri, Bukti langsung, Kehandalan, 
Daya tanggap, Jaminan, Empati 
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DIFFERENCE LEVEL OF BPJS’S PATIENT SATISFACTION TO THE 
QUALITY OF HEALTH SERVICES IN GENERAL PRACTITIONER AND 
PRIVATE CLINICS  
 (Case Study in Tembalang District) 
 
ABSTRACT 
 
 
Background: Quality of service given by health care provider were very 
important to determine patients satisfaction. Based on BPJS report in Semarang 
2014, 253.622 patients have been visited private clinic while 445.608 patients 
decided to visit general practitioner. 
Aim: This research was admitted to find the differences of satisfaction level 
between BPJS patients that have been  treated in private clinic and general 
practitioner. 
Methods: This research using descriptive analytic with cross sectional design. 
The participants of this research were BPJS patients in private clinic and general 
practitioners in Tembalang, sample selection by cluster random sampling.. The 
instruments of this research was questionnaires and have been tested for validity 
and reliability. This study was using interviews as a technique to collect data from 
samples. Then, those data were analyzed with univariate test and bivariate test. 
The test that involved in this study was chi square and kolmogorov smirnov. 
Result: There were 76 respondents (95%) are satisfied to health services in 
private clinics and 70 respondents (87.5%) are satisfied to health services in 
general practitioners. There are significant differences of quality dimensional 
reliability (p=0,008) and empathy (p=0,019). There are not significant differences 
of quality dimension tangible (p= 0.211), responsiveness (p = 0082) and 
assurance (p = 0.094). 
Conclusion: There are no significant differences in total levels of patients 
satisfaction BPJS to quality health care in private clinics and general 
practitioners. 
 
Keyword : private clinics, general practitioners, tangible, reliability, assurance, 
empathy 
  
 
